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Complaint Tracking for FL (06/01/2008-05/31/2009). Total Customer Contacls: 84

Tally |Date of Gompl JNalure 6f Complamt. - - "~ [Pate of Rosoiition|Explanation of Résoltion

1 06/07/08 A voice customer said that the agent was very 06/07/08 Thare is no such agent 1D number
rude. The customer said thal they could not hear
the agent and when they asked them 10 repeat,
the: agent was rude The complainl was made on
6i5/08 bul the cuslomer said the incident
happened around June 2 or 3 The complant was
forwarded lo 1he correcl center. No follow-up was
requested

2 06,09/08 A customer contacled Customer Service via emain [06/09/08 A supervisor coached the agent an proper call handiing procedures and
at 9:09 PM on 6/6/08 and siated: "She 1s very to always provide the best qualily service A follow-up ernaill was sentio
nasty and hateful (0 us, maosl fimes she won't lat the cusipmer on 6/9/08 I=ting them know 1he resolulion.
the calls go through and when she daes put it
through she is saying sarcasiic remarks about my
husband being deaf and in prison Also she tells
other operators not to answer him when he dials.

Some complaints have been [orwarded to the
ADA concerntng her making fun of the deal.
Farnily members are not deaf and we hear the
awful insults " Customer Service replied via email
that ihe reporl was senl 1o the call cenler
supervisor. Follow-up was requested.

3 06/16/08 A TTY customer's branding has changed from 06/16/08 Custorner Service verified the branding The only reason the branding
TTY lo BRDU and lhey have been trying ali week may not have Deen updaled 1s the ani.dal file wasn'l updaled on bolh call
to find ou! how to hx it. The problem slarled controllers The 1ssue 15 now fesolved and the customer did not reguest
6/10/08 | apologized and opened a trouble tickel fallow-up
No tallow-up was requesled

4 06/16:08 Accuracy of captions 16/16:08 A custormer shared foedbacl regardmg the accuiacy of captions

Customer Senvice advised them that d would be most helptut to have a
sampling of what they are seeing lo determine if the caplioning 1s
affected by phone line qualily (dropping characters in the words) or
actual CA performance The customer was 1old that Il she documents the,
date, ime sample errors and CA number we can do specihic Ioliow-up
with the capliomist at the Call Cenler We can atso advise Llhe customer
whether their was caused by poor dala conneclion quahly or a CA at the
Capticning Service. The customer chese nol Io provide specific follow-
up

5 6/17/2008 Biling - General 6/17/2008 Confirmed with the custarner that the delault relay carrier billing charges

appear an his bill priot 1o customer's carmer of cholce regisiralion date,
due to his home carrier ol ¢hoice not being registered wilh CapTel
Explained ta custorner that now thal be s registered  he will receve
billing according 1o his home carner of choice Advised consumer ol the
many ways carner of choice regisiranon is brought to CapTel consumer's
attention

[ 06/18/08 A caller requested that the agent nol lype 06/18/08 The Team Leader explained to the agent that she could understand why
recordings The agent typed a short recording they were Irying o be helpful in this silsation bul Lo always follow
which slaled Ihal the number dialed was not customer inslruchons no maller what The agent underslood and
accepling calls, because the agenl thought it was apologized.
important ot he cuslomer 1o know.

7 061808 Technical - General N6/18/08 A long distance network problem was ident fied where calls were routed

through an incompatible network using VCIP Tings causing dala
connection difficulties The provlem was resotved by technical support
by routing calts through an allernaie nelwork | confirmed with \he
customer that this remedied the circumsiance




H? 06/26/08 A customer says that ali of her calls through the  J06/28/08 The Relay Program Manager wifl transfer this complaint to the correct
relay service are garbled. She has Iried to adjust Relay Program Manager who handles Florida. | aempled 1o reach
the settings on her phane to no avail. Customer customer 3 times on April 19 - thare was no answer and no answering
Service responded by apologizing for the problem machine 10 leave @ message. The iroubie licket explained the resolution,
and assuring her thatl we would turn in a Irouble The Retay Program Manager atempted ta call customer 3 limes but
tickel, A trouble fickel was opened. there wasn'l a way to leave a message.
9 6/27/2008 Billing - General 6/27/2008 Collected information and taok appropnate action
10 06/30/08 A customer complained that the agent was playing]06/30/08 A supervisor followed up with agent, who stated she had stowed her
games ana lyping slowly typing speed down o Iry and correcl garbling from the TTY user. The
typing on the agent's end was accurale This was no agenl error and no
action was taken
11 07/03/08 Argund 8:45 PM a VCO customer called in 07/03/08 No specidc agent IDs were given tor coaching. The supervisor walked
requesting to speak lo a supervisor regarding an araund floor reminding agents about the proper procedure for handhng
issue of agents disconnecting his calls. The correctional faciiily calls. The complaint was forwarded lo the account
customer said that he 1s having difficull ume tryng manager for follow-up.
‘¢ place calls and Ihat seven imes in Lhe last haur
agents disconnect him ahter saying that they
cannot place a call from a correclional facility |
expfained tnal | was unable to transler this call to
a specific supervisor and suggesled thal he
shouwid discuss this with Customer Service, which
he declined. | also sfaled that | could not follow-up
wilhout Agent IDs being given. The cuslomer
wants a resolution, so lhis was referred o the
account Manager for follow up via mail
12 07/07/08 The customer stated that al appraximately 2 45 J07/07/08 No follow-up with the customer was reguired  The agent did not hang up
PM today ne gol agenl and provided the calling 1o on lhe customer The compuler did a "memaory dump” in the middle of
number. When he did nol receive any respense the call which autornalically disconnecls Lhe call This is a techrvcal
he pravided the number a second tme bul there ssue ard not agent error.
was stil no response The cuslomer 1hen typed
"helle gg ga“ and nolhing was lyped back. The
custome) had 1o drsconnec! the call and redial into
relay. wiich he inds very lrustrating | apologized
for the inconvenience and assured hum that this
will he lorwarded to agant's direct sUpervisor
13 0711418 Service - General 07/15/08 A customer shared feedback regarding the service of a specific
captorkst dunng some Spanish caplioned calls The Customer Sarvice
Representative apologized lor the incident, thanked the customer for lhe
feedback and informed them that this mformalion was shared with
Caphoning Service managemenl s thal the processing of Spanish
captioned calls can be wnproved
14 GB/03/08 A TTY user said that this agenl was very rude and J0R/03/08 The complaint was forwarded to a supesvisar for follow-up on piocessing
refused to make a TTY Lo TTY call for him and cails and not arguing with cusiomers
told tim ne wag calling rorn a Jail He tried o The agenl was terminated for unacceptable behavior.
place this call approximalely 12°50 PM There
wera no cusiomer noles indicating that he calling
number was al a prison. | apologized and lold him
I would reter the complaint tor follow-up M tollow
up with the customer was requested




agernt was available

15 08/06/08 DisconnectRacennect during calls 08/06/08 Sent customer information axplaining the difference between a CapTel
phone and a traditional phane. Explained 1o customer why
disconnection/recannection might be occurring and sent email with tips
to reduce their cccurrence.

16 08/07/08 A FL voice customer called to complain that he 08/07/08 | called the custorner twice and there was no answer, then | was able 1o
cannot reach tis molher via FL relay. The ine leave a message on veice mail The customer has not called back. The
goes dead far 10 seconds ard then he gets a trouble Lcket explained the resolution. The Belay Program Manager left
recording infarming him thal long distance calls a message an voicenal and has nal received a call back
must be bilied, and asking him lo enter the
number he s caling He does not reach a live
agen! He getls lhe same resull whether calling the
FL 800 number or 711. | apologized for Lhe
inconvenience and opened a lrouble Lickel Follow
up was requested

17 08/0%/08 A customer attempted to call Florida Relay on 08/20/08 A lefier was sent o the custorner on 8/20 with an explanation of a
Augus! Bth 2008 from 9:00 PM to 11:00 PM and significant increase in call volume during 1his ime frame on 8/8 and an
was unsuccessiul. She kepl gelling a message apology for the snconvenience
leling har 1o hold for a relay agent, but was never
connected to an agenl. The customer needed lo
gel through to her doclor and was unable 1o do so
She s asking for a lefler explaining that the relay
system was down o be senl Io her and her
primary care doctor. The Customer Service
Representative apologized lor the error and
recorded the cuslomer's and doctor's addresses
so a letter imghl be senl. No lollow-up was
requested

18 08/11/08 A caller ceported that they could not complete a - [08/11/08 I contacted the customer 1o 1e1 her know that a rouble ticket had been
call by dialing 711 on 8/3/08 al 527 PM  The entered | also explaingd the resolution: a lechrugian contacted the LEC.
Customer Service Represenlative apologized for since lhey roule the 711 calls The customer appreciated the contacl and
the inconvanience and provided Ihe 800 VOO explanation and thankead me for all of my help
number. A trouble Lickel was entered on 8/11:08
anhd fallow-up was requesled

19 08/13/08 A caller reparied thai the CA kepl saying over and f08/13/08 The compiaint was forwarded to a supervisor for tollow-ug on possible
over, "speaker no good breaking down”. Il equipment 1ssues or paying allenhon o call A supervisor
seemed thal she wasn't paying attention and kepl spoke wilh lhe agent about the call She remembered the call and said
asking (o repeat things. The Customer Service thal 1l appeared that the hearing person's voice kepl cuting in and oul,
Hepresenalive apologized for the inconvemence as It they were gn a cell phone. and she had Io have them repeat She
and lold him ihal a report would be sent Lo lhe call wanted lo lej the TTY user know Jhus 1o keep Ihem infarmed This
center supervisor, Ma follow-up was requesled appears to be a lechmical 1ssue and nol agent error, 5o no aclion was

taken

20 08M18/08 A TTY cusiomer made a call through FL Relay an |08/22/08 The complaint was forwarded ta a supervisor for tollow-up This could
Friday 8-15-08 at approximately 4:00 PM ET 10 have been a lechrical 1ssue and (he operater may have thaughl that the
his doclor's olfice The operalor indicated that a message was lell This agent was nol working
male voice at lhe office made an appoiniment. for during the time ol Ihe call The complaint closed as non-agent error
tim loday Tuesday 8-19-08 When he arrived for
tus appoiniment the dactor's ofice advised him
that he did not have one and Iha! they had never
received a call lom him wia Relay last week The
TTY customer does not believe lhe Relay
aperator made the call and hed lo him. | explained
to the caller that Relay operators make all calls
requesied fo each and every number | also
advised Ihat a complainl would be enlered
regarding the prablem he reported The customer
requesis follow-up contac!

21 (08/28/08 A customer complained that only one French 08,29/08 The caller was advised 1o transfer to English la process an English relay

call




Crecle agenl and wanled Customner Service 1o try
calling the Creole numoer.

22 08/28/08 A customer stated that when ihey dizled relay, 08/28/08 A Supervisor Assistant explained that the description indicates there mayf
they connected 1o the same opetator on two have deen a lechnical issue at lhe workstation and requested information)
different occasions, one hour apart. When the fram the customaer that wauld allow a technizian to check for issues. The
operalor dialed the call, the cusiomer was customer did not wanl lo provide delails or contact information for the
disconnected after 15 seconds on each oceasion. technician. The supervisor apologized for lhe inconvenience and said the
The supervisar apologized for the incanvenience information would be passed o the cealer.

A leam leader met with the ageni on B/28/08 and went over proper
disconnect procedures and that intentionally disconnecting calls can be
lermirabie offense. Also discussed that it calls are dropping due 1o
{echnica) problems that a superyvisor needs to be nclified immediately.
The agent understands.

23 08/29/08 Senvice - General 09/02:08 A cuslomer shared teadback regarding the service of some caplioniats
during some Spanish captionad calls The Cuslomer Service
Representative apologized for the Incidents, thanked Lhe cusiomer for
the feedback, and informed them that this information was shared with
Captioning Service managemenl so 1hat the processing of Spanish
captioned calls can be improved

24 08/29/08 Disconnect’Reconnect during calls 09:C2/08 The customer was sent inforrmation explaning the diference between a

Caplel phone and a lracitionat phone, | explained to the customer why
disconnection/recennechon mighl be occurnng and sent a letter wilh tips
1o redute therr peourrence

25 08/30/08 A customer complained that the FL TTY number  |09/02:08 Custorrer Service tested the number on $/2/08 at 8:20 AM and it was
could noi be reached, there was only a beep and answered aller one ring and 1s working perlectly
then a disconnect

26 (G8/30/08 This customer called n about preblems 08:30/08 I contacted the customer for fattow up, who reparls “everything is fine; it's)
connecting lo their chent, a TTY user This nas waorking " The cuslomer 1§ using cell phone and Info digits from Melro P
happened on several occasions but the mos! are not sending The customer's ine was branded for Voice
recent was August 30. 2008 a1 7 36 PM CST. The
person 15 upset about the Inconvenience
Gustomer Service provided her wilh the Flonda
Relay number and recommended she Iry using
that number directly inslead ol the 711 shorlcut it
was also recommended that she Iy contacting her
phane seryvice. Follow-up was reguesled

27 08/20/08 The custemer complained that the agent did not  J09/05/08 I' met with the CA and went aver pracedures on how to do a calling card
keep the TTY user informed while pracessing a call and how lo keeo the callerinfarmed as to the sleps being taken to
call using z prepaid calling card {1 &. recording complete call,
playing, emenng info, your balance 1s . )

28 08/31/08 The caller reported thal be could not reach a 04902103 A Customer Service Representative tned e number znd reached an

agent bul the custoner was nol satisfied with Ihe resull Follow-up was
requested from the Account Manager, who has dealt wilh this customer
n Ibe past Tne Relay Program Manager emailed lhe
customer on 978 and 812 to provide supporl and explain lhe reason for
clasing the customer's in-stale call center Jn 9/30 a Custemer Service
Represenlalive éxplained lo the Relay Program Manager (hal this
customer has been rude many tmes. several imes on many days, 1o
Communication Agenls and supervisors--using derogatary, abusive, and
threatening language towards all Relay employees and then
disconnecting Ihe calls After discussions wih various team managers. it
was decided \o temporanly biock s customer, especiatly given Ther
prnor tustory of such aclions.




unatre lo reach a Creole Agent inthe Jacksonvlie
Canter They wanted the complant docuinented
because They ate unhappy with the switeh over
trom ‘he Miami Cen'er When jhere was a2 Miam
Center, they ware always able lo get Creole
Adents, but he says now he never gels ane The
Custamer Service Represetabve apologized for
1he unavailability of a Creole Agent in the Florida
Center and Listened to the Caller's complants
The caller requests lollow-up by email

23 09/05/08 The customer compiained that the agent did not  J0S/05/08 | met with the CA and went over call procedures for using & cailing card
keep the TTY usar Informed while processing a and how Lo keep the caller intormed an the steps taken.
call using a prepaid calling card.

30 09/09/08 The cusiomer states that when French Creo'e 10/09/08 Trouble ticket #69G5777 has been filed. The on-site technician has

agents lake his calls, the computer seems 1o skip \ndicated that there are no further problems.
some lext and letlers are missing, making lhe

conversatien hard to read. This only happens on

French Crente calls. Ra'ay Customer Servce

responded by apologizing for the problem ang

zssuring the caler that a Irouble tickst would be

turned In wilh the problem as stated A trouble

ticket was openad, no cail back was requested but

e would hke iz problem lixed,

31 09/10/08 Accuracy of captions 09/10/08 A customar shared feedback regdarding the accuracy of captians. The
Customer Service Represeniative apologized lor the incident, Lhanked
the cusiomer tor the feedback. and informed them that Ihg infsrmation
was shared with the appropriate captionng service staff for follow up |
also suggested thal Ihe customar documenl the dale time, and CA
number for more specific ‘'vhiow 1p

32 912/2008 Biilmy - General 9/12/2008 Phoae company rembursed customer fo- the bill Custemer satisfied.

33 09.13/08 A customer placed calls today {9:13/08) at two 0213/08 | checkad tha nustomer's aatabase protde 1o be sure English was

diferent tmes where the greeting and relay were sefected as lhe answer lype A nole was oul i place per customer
in Spamisk. The caller prefers Engiish This also instruclions
happened several months agn and the cuslomer
believes 1115 due o an "zulo branding” and should
be cleared by lechmical supporl lor good Ihis ime
The gustomer alsu wants a note in his profile
making 1l clear thal no changes should be made to
his profile without specific instruchions and
corsent | apologized to the customer, selected
English as the fanguage preference in GUI, and
ade a ne'e per the cusomers nsltructons | also
infarmed the custcmer Ihat the problemn would be
sent 1o technical supporl lor resolution Follow-up
was requesied
34 09/14:G8 A customer experienced multiple disconnects 09/14/08 The disconnects were a result of the call coming 1n Spanish msiead of

while placing calls through relay. s saon as lhe English The dalabase profile was updatad por customer regues! to
operators grechng was receved, Ine cal would select English as lhe prelerred language The cuslomer was conlacted
end | apologized to the customer and informed via ermail as requested
{hem that Lhis 1ssue would be forwarded (o
technical suoport for resolubion Follow-up was
requesied

09/20/28 A customer calied complaining that they were 08/20/08 The Reiay Pregram Manager provided supporl and answers 16 this

customer; however afler discussion with warous leam managers (L was
decidad (10 temporarnly block Lhis person fram using Ihe Relay service
since they coniinued 10 use ceicgatory, abusive and hreatening
language to all Relay employees despile trequenl atlernp's to explamn
via phone and email haj this 1s not tolerated




36

09/29/08

A WVCO customer reports that she is unable to
properly connact with FL Relay and waits on line
far long petiods of lime before reaching an
operator and sometimes gives up. The customer
previously reported this problem on 8-23-08 and
stated that they need the problem fixed now. The
previous cusiomer complaint and trouble ticked
had been entered on'9-23-08 The customer
stated they were conlacted by someone and
advised they were working on the problem. A
trouble tickel was opened and the customer
requests conlact ASAP

04/22/09

t called the customer twice and there was na answer. | called again and
was 10kd that the customer no longer lives there. The trouble ticket
expldinad the resolution, As the previous representative menlioned, the
customer no longer lives at this number.

a7

10/05/08

The customer states that the agent refused to
connect his cal.; he attempled 1o connect TTY 1o
TTY then hung up on outbound He sard ha
would'l make any more ¢alls, as (his has been
going on for a while; 1l keeps hanging up. The
volce never inihales lhe calls - they are always the
outbcund | apelogized and said thal Lhe call
would be followed-up on | asked it lhere was
anything else we could dc for him A lollow-up call
is requesled at 3:00 PM

10/05/08

The agenl 1s nc longer with the company

38

10/07/08

Technical - Genzaral

10:.07/08

Vechrical suppert added s new area code/prelix combination le the
syslem databage, allowing the cuslomer lo succasslully complete a
captraned call thraugh lhe Caplioning Service.

39

10/08/08

A FL TTY cuslomer states they requested to be
transferred lo Spanish, bul were transierred to
Customer Service instead Customer Service
apoiogized and no follow-up 1s needed

10/08:08

The agen) was coached on paying carefu! aliention when transfermng
customers

40

10,0808

A custemner complained thal caphons siop
middle ol calls.

10/0BI0OE

| arhased the customer that the caplioning assistant experienced no
aucho during this call, so sem a technical message noung difficulty and to|
hang up and iry the call again A subsequent tesi call yielded greal
captions and the 'ssug 15 resvived

41

10/15/08

A custorner says she can ne longer make long
distance calls 1o frer son or daughter when using
the FL Relay Service. Relay Cuslomer Service
rasponded by apologrzing for the prublem and
assuring her that a Irouble tckel would be sent o
furlher investigate lhe problem A call back was
reguesied and a touble bcket was opened

10/26/08

The trouble ticket indicates that * the kcket was transterred 1o me or
11/3 1 contacted *he customer and son/daughter and they stated lhat the
pioblem has been resoived ™ This contact was closad.

42

10/20/08

A customer emailed o complain that the CA “lied
0 me and my husoand and then hung up on us
My husband has lhes on his print-gul from his TTY
She relused le connect us TTY 1o TTY and toid
my husband thal | said the TTY user was
unavailzble This is nol rue " She said her
husband would send Lhe tape to Ihe ADA The
date and time of call were nal providec  The
Customer Service Aepresentative replied that the
report would be senl to the call cenler supervisor
and il the callers could fax a copy ol Ihe TTY 1ape
we would appreciate il | provided fax rumber
Follow-up was requested.

10/20/08

The complaint was forwarded to a supervisor for coaching on
disconnechng calls and TTY 1o TTY procedures A
supervisor met with the agent and coached them on the proper
procedwes for conseching TTY o [ LY calls and exptained Lhat s the
agent 1s LNsure how to praocess any call lo ask for assistance. Follow-up
completad by supervisor Dawd P an 10/24/08 via email

43

10/24/08

Technical - General

10/24°08

Afler that ielephone carner wontifiod and corracted a technical Issue with|
the number the customer was frying 1o call, the user can now reach thal
number when daling with captions.




a4

11/03/08

The cuslomer complained, "“Operator typed
horribly slow. Operator would rat type certam
phrases to mom causing confusion during the cal,
Kept typing exiremely slow, kept pacing.
Qutbound user complained about her spelfing,
When | requesled a supervisor she said ohe was
not available.” | apologized to the cuslomer and
assured them the information would be forwarded
to the appropriate supenvisor

11/03/08

A team leader mel with the agent on 11/3/08. The agent was rformed
that they are expected lo meet the 60 WPM lyping speed and at least 85
percent accuracy on all calls. The agent was toid that it thay are
experiencing problems with processing a call to nolity a supervisor
immediately and they understand.

45

11/08/08

This user complained that for the past 2 months.
the vaice person has nol been able to call her
frrend using FL relay as the call will nol go
through. Tne aul dial makes funny tones and the
calt cannot be connected This calier was also
hranded VCO, bul1s a heanng person who calls &
VCO user. | apologized for the inconvenience and
teok her information down. | also changed her
device status in Ihe database back to voice and
changed her long dislance carnigr 10 her new one.
The cusiomer reguests a follow-up call

11/12/08

The 1ssue was assigned to Customer Service for further mveshgation A
trouble Iicket was turned In on this problerm This complaint was
transferred 1o the right Relay Program Manager who handles Flonda |
left 3 messages on vowemail but did not hear back irom lhe customer.

46

11/13/08

Technical - General

11/13/08

Customer Service has determined that the netwark |5 classifying this
user's call as con‘non-ceinfunknown The CapTel plallorm was modified
1o accept this nelwork classification tor a resigential user

47

11/24/08

Accoracy of caplions

11/24/08

A customer shared teedback regarding the accuracy of captions The
Customer Service Representative apologized ioc incident and thanked
the cuslomer lor bringing their experience lo our aliention  Customer
Service suggested that the cuslomer document the dale lime, and CA
number of any future calls lo ailow us Lo 1ake specific achon with the CA
capiiomng the call The custormet chose not to provide specilic examples
at lhis hme

48

112508

The customer complained, "Me and my family
have tried all weekend 12 contact my molher Her
phone number s xxx-xxx-xxzx When we dial the
Spanish Relay the line jusl nngs and rings bul no
one answers Why 1s no one answering the FL
Spanish Relay number? The number we called 1s
FL Relay Spamish 1-877-855-8773 " The customer
requests foilow-up

11/25/08

| apelagized to the customer and intormed them that the issue was
dacumented and would be looked nto A supervisor suggesied
disconnecting and trying again. as we had FL Sparish agenls avalable
at the ime his complaint was laken The customer said "ok and then
disconnected.

a0

12/01/08

A FL TTY cuslomer says he cannol gel connected
1o two local numbers calling Ihrough the relay via
711 The calls are bolh local. Relay agents lell
him the numbers “keep cammg up silent™. |
apologized for inconvemence and opened a
trouble hickel Follow-up was requested

12/01/08

A message was left on a TTY answernng machine on Apnl 18 at 12.05
asking the cuslomer 1e ¢all back 2 more messages were lelt on the
answering machine and customer has no! returned the calls  The trouble
heket explained the resolulinn As the previous representalive sfaled, 2
messages were left on Ihe cuslomer's answering machine on dilferent
days ang Umes and the customer has nol called back




50 12/01/08 At12:15 PM a customer stated that he is 12/01/08 The trouble ticket explained the resolution. | left messages far the
experiencing difficulty cannecting ta his famity customer and have nat receivad a call back.
members at two separale telephene numbers.

The operator would dial cut to silher sitence or to
ambulance lones. The customer stated that he
tried 711, the FL 800 relay number, and afse FRS
but couldn't get through ta the two numbers. The
cuslomer database indicales the iong distance
Carrier of Choice as Bell Soulh, predetermimad
paid by Inbound. | apologized to the cuslomer and
a rouple ickel was compleled on thes 15sue The
cusiamer wishes fullow-up via fax.

5° 12/02/08 A vaice custcmer stated that she 1s unable to ca'l |04/22/09 2 messages far the customer were lett on voice mail. | called agam and
her mother via FL Relay due 1o getting a pusy there was No answer or vaice mail so | was unzble to leave anuther
sigaal but the qumbar nngs when dialed drectly message  The rouble hckel explained the resciuvlion. Also, as the
without Relay. | advised the customer Lhal a previous representalive stated, voice messages left on lhe customer's
trouble ickel and complainl would be enlered A answering machine were nol relurned.
tesl cafl was made from Re ay Cuslomer Service
with an ciuce desk pnone awd the line was busy
A trouble lickel was opened Custemer requesls
contact asap

52 12/09/08 Consumer educalion - USH 12/09/08 I provided the customer wity information on the CapTel phone USB
model.

53 12/08/08 Accuracy of captions 12/09/08 A customer shared general feedback regarding the accuracy of capticns
on hen Spanish cati  The Customer Service Represenalive anciogized
for the incident and thanked he customer far bringing their experience lo
our attenbon General teedback as received was passed on to Call
Center Managaemeant  The Cuslomer Service Representalive s.dgested
that If custuiner documents 1he date, time, and CA number of any future
jcalls. we can take specitic acton with the CA captiomng the can. The
customer chose not 10 provide any follow-up detad.

54 12/16/08 The customer states that whes they call the 1211608 A trouble ticket was eniered ~egarding the complzints listed. Unable lo
number, lhey receive a loud siren saund This alsol make contact with the custorer at 12:40 PM and 12:55 PM Referred to
happens when caliing other numbers with xax ared| a Cuslower Service Representalive for further guestionsiinquires
cede Onvoigete TTY calls there s a lotol regarding ihe iype ol TTY beng used Lefia message ona TTY
garbling Voice messages aren't bemg left on his znswering machine on Apnil 9 at 12:05 PM lor custamer tu call back.
TTY answering maching. 71115 not working Lelt 2 more messages on answering machme but the cuslomer has not
correctly The cuslomer says a Customer Service called back Trouble tickel explained Lhe resalubon, As previnus
Representative previously tole his son to sal represenabive stated, letl 3 messagss on customer's answering machine
analog ladigital but the custoner does not but custamer has nat called back,
understand wha! thal means He rem.nded
Gustornet Secvice thal they have nol “elurmed his
last two service complaints they submulled lo
technicai supporl lasl monlh, and states thal he
does receive automatic answenng cals on TTY
The custemer reguesls follow-up via phone

55 12/18/2008 2illing - Gareral 2114/2008 D scussed bithng and took appropriate action

56 12/419/08 Sanice - Genera 12/19/08 | advised the progeam autreacn teainer that a savare snaw storm

impacted staffing at the Caplioning Service and confirmed that a
cuslomer s wan lime was shanily longer than normally expenenced 1
advised that customers should let the call ring a few moments langer
than the usual lew seconds




international calls using his Venizon long distance.
In the pasl his dalabase was altered to aliow long
cistance calls lo go through with "local override”
due 1o a bug in the system with Venzon
internatronal long distance. Customer Service
responded by explaining thal Ihe development
team had informed Cuslomer Service Ihat fne bug
had been (ixed and re-entered Verizon for
inlernational long distance wn the Customer
Database prolile on 1/8/09 Due 1o this change.
calls would not complete an 1/11/08 A frouble
licket has been entered by Cuslomer Service and
follow-up was requested.

57 12/22/08 A FL voice user called to complain that he was  12/22/08 The Customer Service Representative expiained the use of relay and
receiving harassing phone calls through Sprintip. provided instructions on further handling of phone catls. The customer
The Customer Service Representative apologized did not request follow-up.
aryd ro follow-up was requested
58 12/28/08 Disconnect/Reconnect during calls 12/29/08 I sent the customer information explaining the dference between a
CapTel phone and a radikonal phone ! explained to the cuslomer why
disconnection/reconnection mght be occurnng and ser a leller with tps
to reduce the occurrence
5% 12/129/2008 Billing - General 12/30/2008 Cusiomer was referred to Sprnt to address long distance charges
imposed by the defaull Helay provider in order lo seek possible
resmbursement  Gusterner's preferred leng distance carmer was nnt
regisiered with CapTel, but was regislered upan conlact wilh us
Customer expressed appreciation fos this assislance
60 01/02/09 A supervisor came on the ling, but the customar  [01)02/09 The Relay Program Manager emaied the customer on 5/14 and left a
had nct tequested a supervisor. They explained voice message on his answering machine on 5/15 at 2 30 PM, inquinng
that hey were dissalisfied wilh the way the agenl if our Relay services have been salistactory lalely and 1o please email ar
was handling the VGO call The custormer said call back RPM made third altempt to contacl customer and on 5/18 al
that either Llhe agenl did not know how o process 11:25 am, left a final voice message on answenng machine with email
VGO calls of was badly vrained Then there was a address and call-pack number
click and lhe hne wenl dead The customer staled
they cailed back o relay and requested him the
supervisor by name and asked him why he had
hung up The supervisor said he did not hang up,
that Ihe hne simply disconnecled The cuslomer
said thal Ihey had worked in relay for some time
and did not know for lhe calls lo unexpeciedly
“discormect” The customer said, "l told tum | was
not happy wilh lwmn (his lone was very sharl and
he sounded upsel) and was not happy with lhe
"line chsconnecled” comment We hyng up”
This customer prefers email responses and stated
they would [ike folfow with this and e-mait would
be besl Customer would ke lelinw up via phone
61 01/02/9 A FL Vaice user states that they have many 01/2/09 [The Relay Program Manager called the customer. apologized. and
probtems while using Flaridz Relay, but the main briefly explained about the Relay service
aneg 15 thal the relay operalor was rude and
inmterrupied the caller. The cuslomer slales thal The|
supervisor also had a lone thal was very shor and
sounded upsel. Customer service received this
complaint via email and apologized in a return
emal!, assunng the caller thal 1his would be
looked into by the Program Manager. The
customner would also like a follow up by Ihe
Program Manager wa email
G2 01:12/09 This customer slales that he cannot place 01/12/09 A techrician worked an and compleled this issue on 1:13 They were

unable 1o duphcale the ssue. as lest calls completed with no 1ssues On
5/8 at 4:30 OM, the cuslomes was called and there was no answer

The Relay Program Manager called ihe cuslomer on 5:11 at 11 10 AM
and ihere was no angwer The Relay
Program Manager called the cuslomer on 5/14 at 3 55 PM and 515 at
2.05 PM but was not able lo get a hold of them Since Custamer Service
has not received further complainls from this cuslomer and since we
have not been able to get a hold of Ihis cuslomer aller three allempls 1t
1s assumed that Reiay services have been working well




3 01/13/09 A voice customer is unable lo dial out via the G1/13/39 A technician worked on this issue an 1/14 and reports it is *.. fixed with
relay, lhe number shows as an unkneown location the recem VNH updates.”
50 relay cannot dial out. | apologized and opened
a trouble lickat. No follow-up was requested.

64 1/16/2009 Bili:ng - General 1/416/2009 Changed phone company billing code for customer's lnng distance
providenin aur systemn due 1o long dislance company changing to a
different billing code. This change will ensure customer receives billing
per their hame account arrangemenl.

65 01/30/08 A customer reports that caplions stop in middie of |01/30/09 A customer shared feedback regarding captions stopping during a call

a calt and prowded specific calldala The Cuslarwe Service Representative
apologized tor lhe incident and thanked the cuslamer for the teedback
ivveshigation :denbfied thal the call had a trouble ticket indicating
difficulty al the CA'S work station. The cuslomer acknowledged recelying
ine message, "Sorfy expenencing lechmical difficultes please try your
call again.” This issue was resclved by cenler personnel immediately

66 02/02/09 Consumer education - USB 02102109 Discussed the option of CapTel USB to have larger-sized text

67 02/05/09 Disconnect’Reconnect during calls 02/05/09 The customer was sgntintermation explaming the difference belween a
CapTel phone and a traditional phone | explained ta Lhe cuslamer why
disconneciionrecoinection might e occurring and senl an eman with
hps to reduce the cocourrence

63 02r12/09 A FL TTY user has been unabie 1o make oulgoing |02/12/09 On 2113 a techragian said: "The number 1s a vahd nurmber (Brandon, FL),

calls through ralay for the pasl week. When she ferwarding Lickel 1w Development te have Lhe database updaled * The

iries she gets a message that says, "Cannol database has been updated and the Relay Program Manager called Ite
proceed with cut dial. Could not oul dial, invalid cuslamer via their TTY numoer and was nal able to leave a message
calling party number * The customer called Lheir The Relay Program Manager catled Ihe cuslemer via voice on 5711 at

LCC, whoy said everything 1s fine on theirend | 1110 AM and lell a message The Relay

apologized for inconvenience and apened a Program Manager called the customer a 3rd ime on 5/14 al 2:35 PM

trouhle ickel Follow-up was rejuesled and lefl 2 inal message on the voice answernng machine, saying ihat it ig
assumed thai relay services have bean pertorming saustactonly smce
we updatea the dalabase and have not heard further commplarmnts.

69 02/25/08 A VOIP TTY customer reports that ther location  |02/25:09 At 12 35 PM i tett a message for the customer to return the call A female]

sNOWs as "unkrown” 1o Relay The cusiomer gets
an "invalid numoer" message thal interteres with
Relay out dialing 1 apolagized and opened o
trouble icket Foliow-up was recuested

stated that she doesnt know 1f the 1ssue has beearesclved On 3/5, a
technicran updated the VNH successivlly The Relay Program Manager
oniginally £aled cusiomer wa TTY aboul another complain, as TTY was
stated as the cuslomer's preferred choice of cermmurication; however,
on s rompfannt they sand o call batk via voce The Relay Pragram
Manager called lhe custormner on 5/8 al 4 50 PM via voice and Jeff a
MESsage on an answenng machine asking hem o call back. Toe Re'ay
Program Manager catled the nustorner on 5/11 at 11:10 Al and left a
voice message inquinng « relay sennices were sabistac'ory and
reqLesting a call back The Relay Program Manager called lhe zustomer
a Ard time on 5714 51 2-35 PM and 1eH a final message on 1he veice
answenng machme sayng thal Itis assumed Ihat relay services have
been perlorming salislacionly since we updated the database and have
not had any further cornplaimts fraom this cuslomer.
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03/10/09

Accuracy of captions

03/10/09

A customer shared feedback regarding the accuracy of captions and
nrovided specific call data. The Customer Service Representative
apologized for the incident and thanked the custamer for the feedback.
The call delail information was shared with Call Center managemenl for
follow-up with the CA by their supervisor. This was conveyed o the
customer and they noled appreciation of the follow-up.

03/12/09

Acouracy of caplions

03/12/09

A customer shared feedback regatding the accuracy of captions and
pravided specilic call data The Cuslomer Service Representalive
apotegized for the incident and thanked Ihe cusiomer for the feedbark.
Tre call detail infarmalion was shared with Call Cenler managem=nt for
follow-up with the CA by Lheir supervisor.

72

03/23/09

Captions lag toa far behind voice

03/23/09

A customer reperted that on a scripled recorded call she expenencad
additional seconds ot delay with the caplions  The Cuslome! Service
Representative apologized for Ibe incidenl and investgaled . A fas)
paced scrip) resulled in extra seconds of delay as lhe captionisl
iranscribed The CA number was reporled (o their supervisor for
monitoring and assisiance The cuslomer's experience doas nol impact
compliance wilth FCC rules tar 60 WPM text Iransmission

73

03/26/09

Technical - General

03:26/09

At 12°40 PM a major network suppher GapTel relies on @xperienced
citficuities thal impacted some CapTel calls. AL 315 PM, Caplel's
suppher re-established ils ink, aliowing all calis \o be routed and
processed normally. Dady service level was mei as only some calls were|
affected The customer confirmed abxlity to make Ihesr call

03/27/09

Disconnact/Reconnect dunng calls

(13/27/09

The customer was sert infarmation explaining the difference belween a
CapTel phone and a traditional phone. ) explained 1o he customer why
disconneclionireconnaction nmahl be occurring and sent hps to reduce

the occurrence
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411/2008

Biting 'ssue - Cailing Card - unable to use

4/3/12009

CapTel Cusiomer Service has determined that this users calling card
pravider is routing the call hrough a VOIP netwark not compalible with
CapTel. As aninlenm solution, CS matled a prepard calling card 1o
customer to provide this consumer ime to ablain a disferenl company’s
calling card

76

04/08/09

The custorner reports that the operatar did not
foliow his insiruclions on 4/8/09 al approximalely
7 40 AM His daughler's phone number s in Ihe
Relay database and he relies on the operaler o
know how to access his frequenlly dialed
numbers | apologized and explamed thal Lhe
supervisor witl be nolifled Mo follow-up was
requested

04/08/09

The trequently dialed numbers procedures were reviewed with the agent

77

4/16/2009

Biihng - Generat

4172008

Discussed billing and ook appropnale achon




78

04/17109

Accuracy of captions

04/27/09

The customer shared general feedback regarding the accuracy of
capiions. The customer was asked for any specific detail that wautd
heip Customer Service follow-up with the Call Genter persanmel. The
customer followed up days later and shared an example of 2 word
arrors. The Customer Service Representative apologrzed o7 incident
and thanked them for bringing lhe specific informalicn to our attention.
The teedback as received was pagsed on to Call Center Management.
The Customer Service Representalive educaled the consumer about
how 1axt is gemeraled using voice recegnition rather than typing, and that
corrections will appear in « > brackers after a word error. The cuslomer
acknowledged thal a correclion was received during the call and
expressed satisfaclion with \he delails shared.

79

04/20/09

Accuracy of caphons

04/22/09

A customer shared an example of a word error from a call that confused
her. The Customer Service Representative apologized and thanked lhe
customer for brinqing their expenence to our allention  The Ceslomer
Service Representalive alse educated the consumer on how lext is
generated using voice recognition, and that errors caught will appear in <
~ brackels after the ertor. Tre custemer acknowledged thal a correclion
was received duning the call The cuslomer was encouraged fo ask other
the other parly for clanflication when desired 1o verily what was said,
noting she can do so at any time duning the caption transrmission. The
customer was salisfied with the supporl delai's shared
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04:22/102

Customer Complant” The caller reported that
when be aials the FL Spanish relay number, 1{ 15
answered in English; and when he dials lhe
English number W15 answered i Spanish He
does not want his ¢alls ta have to be ransferred
aach time 10 get the proper language. He s
tulingual and makes calls through relay in both
Spanish and English He requesled a trouble
ticket be enlered as was done in the past to
correct the prablem The Cuslomer Service
Representalive apologized lor the (nconvernence
and told him he treubig lickel weuid be enlered
He requested to be contacled via emanl wilh the
rasclution.

{4:22/08

A techmician stated on 4:27 "Per slale contract, we have 1o do last-
nurmber branding look-up 1l reler this Lo over o the buziness, The only
possible salution that can be dene is 1o requesl thal a separate toll-
number ke sel up for this customer or a design change which would have|
to comne from (he business side.” The Relay Program Manager emailed
technician on 5/8 for additonal supporl. On 5/, IT said: “We are
currently fulfilling last-number branding lock-up per stale contracls. Since|
the customer 1s bilingual % If the customer wants an English agenl but
previously dialed in Spanish, the nexi call would roule 10 Spanish per the
state contract requirements & not English In order to accommodate this
cuslomer's requirements in place ot the staled contract and original
requirements, it would require a new card lo he opened lor funding. new
coding requirements & developmenl work The only alber soiutign Is
Inading separale loli-free numbers for the customer and route one to
Spanish and one te English and nel do branding leok-up on these
numiers © The Helay Program Manager emailed lhe cuslorner on 5/11.
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05/06/C9

On 5/3/09 a voica caller siated she was on tha
phane with an elderly TTY user al approximately
515 PM EST when she asked the operator lo
repeat what she had just read The operator
rudely said they would nol repeat and then the
operator hung up an bath Llhe vorce and TTY
users The voice cuslomer wants a call back o
confirm tral the complaint reached Ihe appropriale]
supervisor | apologized and assured them inal
the compiaint would be lorwarded lo lha
appropnate contact Follow-up was requested

05/0609

| mel with the CA an 5/12/08 The CA remembered call and stated that
the vorce person wanted thern ta repeat informalion ihat had occurred
earlier in the conversation. When the CA told the vaice person that they
ng langer had nat informalion the voice person replied, "Weil you are
the only operalor wha doesn't ” The CA said lhe voice person became
very upset and hung up The CA denied hanging up on tham and it
appears lo me lhat the CA was following proper precedures

The Relay Program Manager Operaticns, and the cuslemer had several
emall communications about this; the last email 1o the cuslomer on 5/14
slated” *[Sprnt 15} warking wilh our Operations team gn a difterent
Jsolution. This may lake time because Spnnt s already lulfiling the State
of MManda’s contractual requiremenls. so g 1s somnething that wilf take
time to develop a new procedure--something ‘exira’ we are doing outside
ol our normal dulres [Sprinl will] keep you posled " Since Lhe slate relay
requirements are being met this comptaint 1s considered closed, yet
Sprint will continue working on 1hrs new teature as an added bonus
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5712009 Billing Issue - Calling Card - unable to use 5/7/2009 Investigated and informed customer that the calling card they are trying
to use is going through an incompatible VOIP network thus preventing
the call Irom connecting to the CapTel user. Provided an intenm sciution
for the cuslomer, and advised using a different ¢alling card.

83 5/8/2009 Tachnical - General 5/8/2009 Customner reported a one-lime 1solaled maidence where caplions were
not present  Investigated and explained 1o customer thal captions failed
to appear on a call due to a lechnical issue al Ihe capliorvsl's
workstation. Apologized for this incidence Gustomer was advised he can
turn captions off and on again while slili on Lhe call lo re-connect ta the
center and a new captiorisl  Cuslomer salisfied

B4 5/18/2009 VGO customer states the agent doesn't pay 5/20:2009 Team leader met with agent. Agent didt remember this call ang

aftention to inslruclions and atways does lhe Tremembered accidentally hiting the incorrect key Agentinformed Lhe
opposite of whal 1s requesied. This ime she caller of the mistake and varified all information as requesled by the
reguested thal he save lhe msg and he de'eted customer and lhen lranglerred hem to cusicmer service al their request.
the msg irom voice mail  This call took place Went over call pracedures and stressed Ihe impontance of following
5/1809 al approvimalely 6:0¢ PM CT customer instructions at all imes Agenl underslands,

Apalogized No follow up requesied.

Date Generated: Fri, May 15th, 2009 @ 01:41:29 PM CT



DOCKET NO. %/ ng

DOCUMENT OFF-LINE

This page has been substituted for one of the fallowing:
o This document is confidential (NOT FOR PUBLIC !NSPECTION)

0 An oversize page or document (such as a map) which was toc large to be
scanned into the ECFS system,

o Microfilm, microform, certain photographs or videotape.

o Other materials which, for one reason or another, could not be scanned
into the ECFS system.

The actual document, page(s) or matsrials may be reviewed (EXCLUDING
CONFIDENTIAL DOCUMENTS) by contacting an Information Technician at the FCC
Reference Information Centers) at 445 12" Street, SW, Washington, DC, Room CY-A257.
Please note the applicable docket or rulemaking number, document type and any other
relevant information about the document in order to ensure speedy retrieval by the
Information Technician




